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PENGARUH PERCEIVED VALUE, PERCEIVED ENJOYMENT TERHADAP 
WORD OF MOUTH MELALUI CUSTOMERSATISFACTION PADA 
PENGGUNA SHOPEE 
DI SURABAYA 
 
ABSTRAK 
 
Dalam era globalisasi sekarang ini teknologi dan internet mulai mengubah 
perilaku manusia dalam melakukan segala aktivitas secara online. Salah satu 
kegiatan online yang sedang berkembang adalah online shop. Pengelola situs online 
shop perlu memahami faktor-faktor yang mempengaruhi konsumen dalam 
berbelanja online. Penelitian ini merupakan penelitian kausal yang bertujuan untuk 
mengetahui hubungan nilai yang dirasakan, nilai kenikmatan terhadap word of 
mouth, serta hubungan kepuasaan pelanggan terhadap word of mouth. Populasi 
penelitian ini adalah semua orang yang berdomisili di Surabaya, berusia 17 tahun 
keatas yang pernah mengunjungi situs online shop. Jumlah sampel penelitian ini 
adalah 150 responden yang disebar melalui kuesioner. Penelitian ini menggunakan 
teknik analisis SEM dengan bantuan Lisrel 8.80. 
 Hasil penelitian ini menunjukkan bahwa nilai yang dirasakan berpengaruh 
positif dan signifikan terhadap kepuasaan pelanggan, nilai kenikmatan berpengaruh 
positif dan signifikan terhadap kepuasaan pelanggan, kepuasaan pelanggan 
berpengaruh positif dan signifikan terhadap word of mouth. Hal ini menunjukkan 
pengelolaan yang baik terhadap nilai yang dirasakan, nilai kenikmatan akan 
membuat kepuasaan konsumen yang positif. Pada gilirannya ketika konsumen 
merasakan kepuasaan yang positif, maka konsumen memilih word of mouth yang 
positif. 
 
Kata kunci: Perceived Value, Perceived Enjoyment, Customer Satisfaction, Word 
of Mouth 
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INFLUENCE OF PERCEIVED VALUE, PERCEIVED ENJOYMENT, 
CUSTOMER SATISFACTION AND WORD OF MOUTH IN SHOPEE USER  
IN SURABAYA 
 
ABSTRACT 
 
In the current era of globalization technology and the internet are beginning 
to change human behavior in carrying out all online activities. One of the 
developing online activities is an online store. Online store site managers need to 
consider the factors that influence consumers in online purchases. This research is 
a causal study that aims to determine the relationship of the value received, the 
value of pleasure to word of mouth, and the relationship of customer satisfaction 
with word of mouth. The population of this research is all people who live in 
Surabaya, visited 17 years and above who have visited the online shop site. The 
number of samples of this study were 150 respondents who were distributed through 
questionnaires. This study uses SEM analysis techniques with the help of Lisrel 
8.80. 
The results of this study indicate that the value obtained has a positive and 
significant effect on customer satisfaction, positive and significant satisfaction 
values on customer satisfaction, customer satisfaction shows a positive and 
significant relationship with word of mouth. This shows good management of the 
value received, the value of pleasure will make positive customer satisfaction. In 
positive consumers, consumers choose positive word of mouth. 
 
Keywords : Perceived Value, Perceived Enjoyment, Customer Satisfaction, Word 
of Mouth 
 
 
 
